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Visitor Services & Volunteer Manager 
 
 
 
Department: Learning & Creativity   Job Status:  Full-time  
FLSA Status: Non-Exempt    Reports to: Director of Learning & Creativity  
Work Schedule: Monday-Friday, some weekends & evenings 
Travel Required: Less than 5%  
Positions Supervised: Visitor Services Lead Associates, Visitor Services Associates, Volunteers  
 
 
Position Summary:  
 
The Visitor Services and Volunteer Manager works under the supervision of the Director of Learning & 
Creativity to ensure a constructive environment and positive visitor and volunteer experience. They will 
also work closely with the Volunteer Council to manage, direct and oversee volunteers.  They will serve 
as staff liaison between the Volunteer Council, which oversees the Grand Rapids Art Museum Volunteer 
Association, a Board recognized affiliate organization, and the Museum staff. This position entails training 
Visitor Services team to maintain guest-centered museum practices and provide the highest level of 
customer service to the public. The Visitor Services & Volunteer manager assists patrons with their 
various needs that can include the purchase of exhibition tickets, memberships, or general information 
about the Museum.  The Visitor Services & Volunteer Manager will manage the conception and 
implementation of data gathering related demographic surveying and audience development.   
 
Essential Job Functions:  
 

1. Continuously develop and implement guest and volunteer-centered Museum practices and 
provide the highest level of customer service 

2. Ability to perform and train all responsibilities of a Visitor Services Associate and Volunteers 
3. Recruit, onboard, train, schedule, place and retain volunteers  
4. Train and schedule front desk coverage  
5. Maintain a professional, functional, efficient and welcoming front desk area 
6. Maintain Altru, point of sale system, and structure it to fit Museum’s needs 
7. Maintain volunteer database, which includes initial screening, tracking and recording volunteer 

hours. 
8. Provide guest and volunteer perspective and assists in Museum committees, programming, and 

projects 
9. Collect attendance, financial information, and other demographic data as directed 
10. Actively solicit memberships and trains visitor services desk to do the same 
11. Cash handling during exhibition admission, membership sales, and program fees 
12. Develop strategies to enhance communication of departments, visitor services personnel, 

volunteers and guests 
13. Provide programmatic support to ensure audience comfort and engagement during Museum 

events. 
14. Daily report summaries for admissions and operations 
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15. Create volunteer hour reports, monthly volunteer newsletter, and marketing materials 
16. Monitor and update volunteer content on GRAM website 

 
Knowledge, Skills, and Abilities:  
 
To perform the job successfully, an individual must be able to perform each essential function 
satisfactorily.  The requirements listed are representative of the knowledge, skills and/or ability 
required.  Additional functions and requirements may be assigned by supervisors as deemed appropriate 
Reasonable accommodations may be made to enable individuals with disabilities to perform the essential 
functions.   
 
The Visitor Services and Volunteer Manager must display leadership skills and be able to communicate 
effectively with both children and adults in a courteous and professional manner.   Able to work as a team 
member, receiving oral and written instructions from the supervisor.  They must maintain a cooperative 
and pleasant work relationship with fellow employees, volunteers, and visitors. The Visitor Services and 
Volunteer Manager needs the ability to remain calm and effectively prioritize tasks as multiple requests 
may be made by guests and coworkers.  
 

1. Bachelor’s Degree in Business, Hospitality, Museum Studies, or related field preferred  
2. 2-3 years of supervisory experience, especially with volunteer programs 
3. Customer Service experience is required 
4. Experience with recruiting volunteers  
5. Cash and credit card handling 
6. Intermediate to advance proficiency in Microsoft Office products including Word, Excel, Outlook, 

PowerPoint, Office 365 
7. Familiar with social media and/or communications-based web platforms such as Volgistics and 

Megamation. 
8. Public speaking skills is highly desired 
9. Bilingual 
10. Knowledge and Appreciation of Art and Art History, preferred 

 
Physical Job Requirements:   
 

While performing this job, the employee will be required to stand to greet and interact with 
guests, sit, and walk; also, will be required to lift up to 20 pounds occasionally.  Employee will do close 
work with a computer monitor and repetitive hand movement.  This employee must be able to 
communicate verbally. 

 
GRAM has a strong commitment to Diversity & Inclusion 

 
 


